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Contact Center Best Practice Solution Guide

Where do | start?

Foundational
Chat

Solutions which create widespread Surveys Analysis

business impact at scale Agent Notes

Analysis

Digital Experience

Speech Analytics Social Optimized
Engagement

Employee Analysis

QA Medallia NIEES

Employee
Ideas

Adding these signals will deliver

significant impact to the core program

Messaging
Feedback IVR

Al
Automated Journey

. Messagin Analysi
Innovative 2 nalysis

Consumer

Customers are adopting these
piing Profiles
new signals at scale meet their
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Trends Driving Technology Purchase in the
Contact Center

. Optimizing Digital/self service
. Analytics and Automation
. Enabling Frontline Quality

Omni-channel seamless
experiences
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Enterprise Procurement Strategy

Single vendor CCaaS suite

CCaaS Point Solution Build

Other (on premise/home build, etc.)
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Trend: Optimizing Digital Service

Decibel, Digital, Text and Speech Analytics as a self-service best practice

Personalized re-engagement
P .... campaign marketing through

integrations

OR redirection into the contact

= () () -
s Online support engages in real-
w—y . . ...... . ...... . ...... . ...... . ...... . ...... . ...... . ...... . ...... . ...... . ...... . ...... . ...... . ...... . ...... . ........... .‘ tlme via ”Ve-Chat

) Signal abandonment Give center
Enters website from Clicks into product Starts buying/ through frustration and  feedback &
campaign detail page for more updating process navigation behaviors  redirect to live Executives strategically analyze and
support ® prioritize transformation initiative

Digital Experience Tracking Digital Engagement Text Analytics Speech Analytics
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Question

Challenge?

Do you see a growing
trend in bringing in
digital data into the

contact center
ecosystem?

Action?

How do we use this
data?
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Trend: Analytics and Automation

MEC + Speech as an analytics and automation best practice

Customer-level predictive attributes
These are some examples of inherent, customer-level attributes that contribute to the likelihood of that
customer being a detractor

Persona = Tech-Oriented

Age = Younger

How to read:
A tech-oriented customer is
5.0% more likely to be a
detractor than a
non-tech-oriented customer
on average, holding all other
factors consistent

Customer Tenure = Short

Income = Higher

Gender = Male

Text Analytics m CX Profiles & Journeys

Customer
attributes and
preferences

Recent
customer
comments

Bring together omnichannel signals for a unified view of
each customer’s experiences with your brand

Full timeline of
customer
interactions,
signals, and
feedback

Real-time

Trigger RPA or next best action
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Challenge? Action?

Question

How are you seeing How is automation

CX data driving maturing in the contact

automation? center?
What are the typical
applications now and
what do you expect to
see in the future?
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Trend: Enabling Frontline Quality

Medallia’s Contact Center Suite as an agent attrition best practice

Delivering direct Deploying employee pulse

customer feedback of 2= : surveys a‘n.d ad hoc
individual service roumigweun SR opportunities for feedback
—

Bringing in customer
data from other
unstructured and
structured sources, live
chat, agent notes

customers into fanatics?
experience - learning ; to understand the current

how the customer feels temperature of the team
and individual

Signal Capture Speech Analytics Agent Performance Ideas Management “

Taking call quality Enabling frontline agents with
scores and automated key business insights to share
QA to pinpoint areas to ideas for service and business
focus that are improvement

operationally impactful
to the business
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Question

Challenge?

Legacy systems have
driven manual QA
through spreadsheets or
only partial automation.

Action?

What is the future of
managing frontline
quality?
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Data Orchestration for Optimized Omni Analytics

m Medallia Analytics Medallia Intelligence
~

Digital

Phone

Email

Feedback

CRM

Chat/Chatbot

Client Profile

Client Journeys

Text Analytics

- Intent

- Sentiment/Emotion

- Alerting & Suggested
Actions

Interaction Analytics
- Transcripts

- Speech Analytics

- Q/A & compliance

Video Analytics
- Open-end feedback
- Qual research

Reduce Cost to Serve

Improve & Ideate with

Help & Save

Custom Action

Activation: People, Systems

CC Operations

Optimize operational metrics, Improve
coaching, conversation handling, and
issue resolution, etc.

Centralize feedback and streamline
insights for product managers for
targeted product improvement

Leadership

Decision-making without blindspots
and through centralized, streamlined
impact prioritization

Digital/Self Service

Optimize the digital experience
through identification of breakpoints
that drive customers to engage CS

\_. Medallia © Copyright 2021. Confidential. | 11



Current Thinking on Contact Center
Architecture Strategy

® Best-in-Class solutions

AGILE DATA

® Ease of Implementation

® Ease of Use
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Ask the Expert Q&A
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https://www.medallia.com/experts-on-demand/
https://go.oncehub.com/rachellane

From Good to Great:
A 5-Part Series on
Transforming your

Contact Center to

Deliver the Best Session 5: Wed., Dec. 15, 2021: How to take action on
the powerful combination of employee and customer data

Session 4: Wed., Dec. 8, 2021: How to empower people
effectiveness for proactive front-line action

Customer and Agent
Experiences

December 2021
9:00 EST /14:00 GMT /15:00
CET (30 minutes)
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